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How would you like?

Your Member Services

in the hands of 

Your Members?

Engaged Daily – Sharing with others – Servicing themselves

I ask that you walk with me as we dive into this…
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In this presentation.
• Your Perspective

• People versus Membership

• History of Services and Channels

• Why the Web

• Modern Web Services

• Future Web Services

• Considerations and Take Aways
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Channels

What do you

expect?
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What do you expect?

OR

When you receive a Paper Newsletter?
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What do you expect?

OR

When someone shows up for a meeting?
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What do you expect?

OR

When you get a eNewsletter?



Copyright © 2010 Sophicity. All Rights Reserved.

What do you expect?

OR

When you visit a website?
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What do you expect?

OR

When you attend a local gov’t conference?
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Channels

What do you 

prefer?
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What do you prefer?

OR

Paper newsletter or eNewsletter?
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What do you prefer?

OR

Phone call or email?
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What do you prefer?

OR

Webinar or meeting?
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What do you prefer?

OR

Desktop Browser or Mobile App?
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What do “people” expect?

What channel do the 

people of your membership

expect and prefer

when consuming your services?
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Focus on People!

Service -> Channel

• Insurance

• Risk Mngt

• Lease Pool

• Leg Tracking

• Legal

• Telecom

• etc.

• Mail

• Call

• Meeting

• Convention

• Class

• Web

• etc.

The membership has all 

types of people… 
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History of Member Services
Year Service Channel

1900s Ordinance codification Newspapers, Magazines, Conference 

Conventions

1910s Legal Advocacy, Legislative Tracking Advocacy

1920s

1930s Co-Op Purchasing Pools Personal Assistance, Training Programs

1940s

1950s Group Health Insurance Packages Radio

1960s Retirement Programs (for a few)

1970s Insurance Risk Pools

1980s

1990s Financing Programs, Telecom Management TV, Websites, eNewsletters

2000s Forums, Podcasts, Social Media, Twitter 

feeds

So why the web?
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WHY the Web Service Channel

Internal League View: 

• Doesn’t replace existing channels.

• Reduce cost.

• Reduce labor.

• Reduce time to deliver.

• Provide services 24x7x365.

• Other industries are capitalizing.
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WHY the Web Service Channel

External Membership View: 

• Today people expect services and info on 
demand.  The now experience. 

• Today people expect to make updates and voice 
input that is transparent and unfiltered. 

•Think of your own expectations as a consumer 
of services across the web.

Expectations for Modern Web Services?
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Modern Web Services

• Fresh Content

• User Engagement

• Self Service

• Rich Experience

Are you behind?



Copyright © 2010 Sophicity. All Rights Reserved.

Fresh Content

A brochure website isn’t good enough.
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Fresh Content

New content added daily.
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Fresh Content

Dated content archived.
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User Engagement

Engage people 2-way.
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User Engagement

Provide digestible chunks.
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User Engagement

2-Way Branded Experience.
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Self Service

I can update my distributions.
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Self Service

I can see how that bill is doing?
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Self Service

I can submit that form.
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Rich Experience

Even in the browser

an intuitive and interactive 

look-n-feel to accomplish tasks.
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Rich Experience

Engage the user.
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Rich Experience

Expected.
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Modern Web Services

But what is missing?
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Future Member Services

• People Focused

• Rich Experience

• Full Service

• Any Device

• Any Time

Aggressive wide user consumer adoption.
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People, Any Device, Any Time

OR

Browser or App?
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Rich Experience

OR

1990s or Rich Experience?
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Full Service

OR

Brochure only or Full Service?
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Future Member Services
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Consider

Reduced Operational Cost

What if your membership can service themselves 
for some, more, or many of the requests that 
burden staff today? 
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Crowd Sourced Data

What if your membership, themselves, are 
updating and adding the data you manage? 

Consider
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Consider

Social Media

Historically, when a chance for someone to 
become heard is available, what happens?

1. Scribe 5. Web

2. Gutenberg Press 6. Email

3. Radio 7. MySpace / LinkedIn / Facebook

4. TV 8. Twitter
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Consider

Rich anywhere anytime devices are in 

everyone’s hands today.  Shouldn’t your

member services be in their hands as well?
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Take Aways

• Modern website is required.

• Social Media is expected.

• Apps are here.

Don’t be left behind.
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Questions?

Dave Mims, President

davemims@sophicity.com

770-670-6940 x110

Visit us on the web at:

Sophicity.com

Signup for our Monthly Newsletter

mailto:davemims@sophicity.com

